ElucidCX

Real Conversations. Real Insight. Real Growth.

How we turn Voice of the Customer conversations
into actionable growth

Let’s be honest—most people don't fill out surveys. And when they do,
the answers are often surface-level, rushed, or without context.
Businesses are left guessing what really matters to the customers
they’re trying to serve.

Add to that the noise of Al-generated everything—automated reviews,
scripted replies, synthetic feedback. In a world where people are
starting to wonder what'’s actually real, human conversations matter
more than ever.

At ElucidCX, we don’t rely on bots or bulk responses. We talk to your
customers one-on-one, human-to-human. We listen for what they
value, what they remember, what built trust (or broke it), and then we
help you act on that insight. It's the true voice of the customer.

The following is a case study where we walk through The ElucidCX

Method™ to highlight how it produced actionable results for a
leadership development and organizational consulting firm.



The Challenge

Our client, a highly sought after leadership development and organizational
consulting firm, is known for its deeply personal approach to coaching
executives and building high-performing teams. With a growing client base
spanning both individual mastermind coaching and large-scale organizational
development engagements, the firm wanted to understand something that most
consultants never think to ask: What do the people | serve actually experience
and what are they not telling me?

The goals of the Voice of the Customer engagement included:

e Understand how clients describe the value of the work in their own words

e Uncover friction points and opportunities for improvement that wouldn't
surface in a standard check-in

¢ |dentify untapped service opportunities and revenue expansion potential

e Confirm that the firm's core mission and values were being felt and
experienced by clients

Our Process

ElucidCX conducted one-on-one conversations with clients representing both
of the firm’s primary engagement types: individual mastermind and coaching
clients (19%) and organizational development clients (81%). Over 596 minutes
of conversation were conducted across Google Meet and phone calls, each
lasting 30 minutes or more.

Custom interview questions were developed collaboratively, designed to
surface value perception, moments of friction, what clients wanted more of, and
how they would describe the firm to someone who had never heard of it. As
conversations progressed, one question emerged that became a thread of its
own: “What words or phrases does the founder use that stick with you the
most?” The responses to that single question told a story no survey could have
captured.

All conversations were processed through our Al-powered analysis platform,
producing sentiment scoring, theme mapping, and verbatim data organized for
strategic presentation.

Overall sentiment score: 0.830 out of 1.0 — strongly positive.



The Results

When the findings were presented, four distinct themes emerged from the data.
Each one carried both affirmation and opportunity, and together, they painted a
picture of a firm operating at an extraordinarily high level whose greatest room
for growth lies not in the quality of the work, but in how that work is
communicated, structured, and made visible.

Insights from the Voice of the Customer conversations included:

e Make the Invisible Work Visible: Clients used words like brilliant, wise,
transformational, and purpose-driven to describe their experience. The
emotional resonance of the work was unmistakable. And yet, when asked
how they measure its impact, many couldn't answer. "How do we know if a
session is successful? How do we gauge its effectiveness?"

o What this means: The firm now has an opportunity to build simple
progress-tracking touch points into every engagement.

¢ Make the Offerings Clear: Clients consistently described the consultant as a
multi-dimensional, adaptable, and capable of seemingly anything. That's a
remarkable reputation. It's also, paradoxically, a growth blocker. “I just wish |
knew everything he could do. It feels limitless, but unclear."

o What this means: The firm created a clear cross-sell services map.

¢ Increase Visibility and Own the Brand: The words clients used to describe
the firm were extraordinary: authentic, real, caring, servant-hearted, the
bridge, wise, inspirational. One client said simply: "He's real. In a world full of
noise, that's rare." Another: "He doesn't treat you like an invoice."

o What this means: The authenticity that makes the firm’s work so
powerful is also the most differentiated marketing asset. The path
forward isn't self-promotion in the traditional sense, it's letting clients'
voices do the talking, consistently and publicly.

e Simplify to Amplify: Clients valued the depth and intellectual rigor of the
firm’s content without reservation. They also asked, gently and consistently,
for that depth to come in a more accessible container. "It needs to be simple,
but compelling."

o What this means: A tiered content model would expand market reach
without diluting quality.



The Client’s Testimonial

Jessica, working with you and ElucidCX last year was an absolute gift. Your process
was simple, straightforward, and remarkably effective, which made it easy for me to
fully engage with the Voice of the Customer assessment.

What stood out most was the clarity you brought to the results. You helped me see
exactly what was actionable, what was simply affirming and full of praise, and what
was useful to keep in mind for future refinement. That distinction alone
transformed the feedback from a collection of comments into a clear, strategic path
forward.

The greatest value of the entire experience was how powerfully it clarified my
position, my vision, and the strengths my clients consistently experience. At the
same time, you pointed me toward small, meaningful steps that will elevate how |
serve them. Your energy, thoughtfulness, and genuine care showed up in every
interaction, and the value you delivered far exceeded the investment.

Thank you for the way you serve, the clarity you bring, and the excellence you
embody. ElucidCX didn’t just give me insights—they gave me direction. And I'm
better for it.




Conclusion

This engagement confirmed what the consultant’s clients already knew and
revealed what they had never been asked.

The work is exceptional. The impact is real. The loyalty is deep. And the gap
between what clients experience and what the world knows about this firm
represents one of the most significant untapped growth opportunities we've
encountered in a Voice of the Customer engagement.

When the business is this good, and this loved, making it more visible, more
accessible, and more measurable isn't a marketing exercise. It's a service to the
clients who are already trying to refer it and to the organizations that haven't
yet had the chance to experience it.

"Your superpower is how deep you go with people and how authentic you are in the process. Now
it's time to pair that with clarity and quantifiable outcomes." — ElucidCX Insight Report

Capture Feedback that Matters

Interested in understanding what your clients would say about you — if
someone just asked?

Jessica Fraser, Founder and CEO jessica@elucidcx.com | ElucidCX.com
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